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The figures in the margin indicate full marks
for the questions. :

1. Answer the following as directed : 1x10
e T o SR Ses i ¢

(a) Service satisfaction is not a component of
service. (Write true or false) '

CRIR e GRS 6! S 72 | (8% 7 8%
e

(b) Who developéd' the concept “Flower of
service” ? :
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Which one of the following is not included

© . (/) State Bank of India came out with its market
by pooinet, i o Tuspibls,t segmentation scheme and innovative loan
TR (I DRIGITE i@ Nude seve programme in 1969/1970/1972/1980.
EEuE: (Choose the correct answer)
* Emergency scrvice — G< plell (Rl OISR (8 (R 52\2%/»&0/»‘&/»&0
5o qEe Afeeael Sibi Sl SERATERE
 Matemity service — 2P GRIl i SaRbIERET | (9% Gasch! <ib Glered)
' - Diagnoslic service — (191 ﬁ“ﬁw Gl (g) The word “SerVUCﬁOh,’ combines “Service”
* Pharmacy service — o Rl | and . (Fill in from the following)
(d) Core scrvices, facilitating services and “Servuction” *%CB1 “ Service” W%
supporting services are the three clements gl i vl TG | ( pﬁiw@@ﬁﬁm
of . (Fill in the gap) o5 N HZ 7 )
T R, el I CR OF RIS Gl G T
fofbl 27 IBAWMH | (9T AT T | » Production
) , ' ¢ Introduction
(e) Name an industry that adopts “Two-Part * Distribution.
Pricing” strategy. | i
reme SRy (h) In India which sector of the economy 1s
“B-dege To9 (FE SRETRH 9 Bl BrialT known as “The Sun Rise Sector” ?
e ORee GLFIST (HIFCH! 6T ¢ @ﬁ\'ﬁfﬁ%” |
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(i) What is Zero Involvement Problem Solving
- (ZIPS) in consumer search behaviour ?

oI SEPTE SIS ZIPS’ @ [ e ? |

() Tourists are
following)
R
N7l H12 A9 1)
« Persons travelling for pleasure

e ql@ g 4 i

| (©e7@ 73 Y2S =14

« Persons travelling for business purposes |

AR S A =wel el fe
« Persons travelling for convention
oM@ @ g3 4 fe
%0 4l of the above
@[ SIGIRCRRDI |

2. Write short answer to the following :  2x5=10"

weTe Tl ST 5 Bas el 8

(i) Describe two reasons for the growth of the |

service sector in India.

OreTe GRINeT RIME 15 e Ao T
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. (Fill in from the |

(ii) - What is servic;e‘cvaluation ?
IR e e e

(iii) What is service delivery system ?

R WIS o /B2

(iv) What is internal marketing ?
SrereR JEREe e 52
(v) What is word of mouth prcimotion 9

99 I Rl 3fad Wi 62

Write short notes on any four of the following :
5x4=20

Wféﬁwwﬁﬁﬁﬁmwmﬁmz

(i) Discuss the popularly used channels for the
distribution of services.

.maﬁ-aqawwmﬁﬂam
S <54 |

(i) What are the factors that influence the
participation of employees in the service

encounter.
R AR 2600 SO PRI SIRHeIRAS Jo
CoICETRI EITR & e
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(iiij)  Discuss the concept of Front office and Back

office in the service system.

ORI S o S o S |

Fifferae Qe Stcens 4 |

(iv)  What is information search process and what
are the external sources of information ?
SIS SrpTEA dfdF [ e e A
TSP 6 e

(v) What is tourism service and who are its
users ?

(vi) Explain the factors leading to the growth of
* Health Care Industry in India.

vﬂweaae*wﬁya*‘ﬁaam'@mafﬁaﬁnﬂaiiemw*

SR T SARPRR B0 4|

What is service ? Discuss the importance of service

marketing.

R B RN ISR o NEhal S
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2+8=10 |
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~ Describe the characteristics of service. What are
2)

the challenges of 1ntang1b111ty for marketing of
services ? 6+4=10

camaavwwaq§=«ﬁnaenncwm<ZMW¢@m¢-ver~m
e e

Discuss the steps involved in the development of
a new service. - 10

iy w9 WWWWWWI
Or/7/33)

Discuss the sales promotion tools employed by
service organisations.

mmwmﬂmaWﬁwﬁﬁq@am
SIS <50 | ‘ -

What is pre-purchase and post-purchase behaviour
of service customers ? State the marketing
implications of post-purchase behaviour.

» 7+3=10
(RN &z @R 77 OIF FIF 2[R e ivee &2
BT 2RS] S AOR ISRETS (FECE A
Bz 71 |
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What different functions come together wii
service is created and delivered to the customer
@El 1o [ & 9T gwiqe w1 e

What is service process matrix 7 Discuss
various types of services on the basis of lab
intensity, degree of interaction and customisat

2+8-
CRIR elfeFae e e @R wwg, o ki
Tl o e el FeR fefes f&fem ==
CRIPTZS SCETH SaRCGIRT |

Or/71331

Explain the characteristics of marketing
financial services. Who are the users of Bank

services ? 6+4-
Rl CRN IR Zaff@m?[zamr 9| 0
CRR IRIRTFIS] A (I 2
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